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10,177 10,936 10,309 9,708 8,917 9,905 9,709 8,515 8,402 8,503 7,772 7,411 110,264 9,189 

2,101 1,631 1,447 1,439 1,096 1,172 1,503 1,268 1,246 1,304 1,099 981 16,287 1,357 

10,177 10,936 10,309 9,708 8,917 9,905 9,709 8,515 8,402 8,503 7,772 7,411 110,264 9,189 

2,101 1,631 1,447 1,439 1,096 1,172 1,503 1,268 1,246 1,304 1,099 981 16,287 1,357 

18,474 18,261 17,172 16,768 14,635 15,850 16,152 14,148 14,048 14,039 12,873 12,087 184,507 15,376 
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David Strom 
Marketing & Development Manager 
10 Universal City Plaza 
Universal City, CA 91608 
951-924-9100 (V) 
david.strom@sprint.com 

Sprint . 
Relay 

Dear Aging and Disability Services Division and Communications Access Council, 

Sprint had another opportunity to serve its Nevada consumers during the fiscal year of July 2009 
to June 2010 by providing top-notch, high-quality relay services that met the state's require
ments and beyond. 

Outreach activities promoting Relay Nevada products and services, such as telecommunications 
relay service (TRS) and CapTel, included the following, all held in Las Vegas: 

• AARP conference; over 7,000 attended. 
• Department of Employment, Training, and Rehabilitation convention; over 100 attended. 
• Taste of Technology event; over 100 attended. 
• Alexander Graham Bell picnic; over 100 attended. 
• Cochlear of America; over 100 attended. 
• Town Hall meeting; over 100 attended. 

Other outreach activities included: 
• Creating the Relay Nevada brochure; 
• Revamping the www.relaynevada.com website; and 
• Broadcasting the CapTel and TRS "Don't Hang Up" television and radio public service 

announcements across the state from February to September. 

As with past years, statistics indicate that during this fiscal year, there was a 28.3% decrease in 
TRS minutes. This statistic further portrays that going wireless has become more mainstream. 
Consumers continue to migrate to wireless mobility by using relay services on their wireless 
devices. In the near future, video communication will be available on mobile wireless devices, 
decreasing the need for traditional relay products and services. 

In December 2009, I became the Relay Nevada Account Manager. It is for this reason I appre
ciate the continued support from the Aging and Disability Services Division and Communications 
Access Council staff, relay subcontractors, and Sprint Relay team members. 

Sincerely, 

David Strom 
Marketing & Development Manager 
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Relay Enhancements 
20th Anniversary TRS Enhancements 

Sprint . For the past 20 years, Sprint has provided simple, instant, enriching 

Relay . 
' Celebrates Years of • 

7990-2010 Servtce 

and productive relay experiences. To continue this legacy, Sprint is 
excited about enhancements offered to the State Telecommunications 
Administrators of Relay by Sprint (STARS) members at no additional 
charge. The enhancements, announced at the June 1-4 conference in 
Kansas, include speech-to-speech (STS) outreach and customer service, 
STS e-mail call set-up, and an enhanced customer database profile. 

Speech-to-Speech Outreach and Customer Service 
In 2010, Sprint launched www.SprintSTS.com to educate users about 
the availability and benefits of STS Relay. Sprint will soon announce 
the availability of a dedicated, 24-hour toll-free STS customer service 
number as well as an STS customer service e-mail address. 

STS E-mail Call Set Up 
Originally launched for Sprint's New Zealand Relay customers, Sprint will 
soon make STS E-mail Call Set-Up available for STS users in the United 
States. This enhancement makes completing a call easier by allowing 
an STS user to e-mail information before initiating the call, such as 

-Rei~} 

Sprint Relay's 
STS website 

the number to be dialed, who the STS user wants to speak to, special instructions and subject 
matter. This feature cannot be used to request a specific communication assistant (CA), schedule 
an STS call or be used in lieu of placing a live call. 

Enhanced Customer Database Profile 
Originally developed for one of Sprint's states, Sprint now offers a new Enhanced Customer 
Database Profile with several improvements, including: 

• Additional standard call-processing preferences 
• Added security to protect user information 
• Online access to view and update profiles 
• Ability to be used with any Sprint Relay state or Sprint IP relay service 

Additional TRS Enhancements 
Sprint continues to: 

• provide monthly training updates to its relay operators, 
• perform quarterly quality tests on its relay operators to ensure that all criteria for 

passing quality tests have been met, 
• provide refresher training where needed, and 
• develop enhancements on an as-needed basis. 

Relay operator training for TRS enhancements included: 
• Confidentiality review for staff 
• Customer Service Improvement program initiatives identification (macros and 

database profile verification) 
• Detachment and desensitization refreshers 
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• E911 implementation for Sprint IP/Sprint IM 
• FCC 10-digit numbering implementation 
• Monthly training refresher 
• New product training (Nebraska, West Virginia and Wisconsin) 
• Relay operator-initiated three-way calling training 

Additional features incorporated were: 
• Updated TRS training manual 
• Updated call center customer contact form 
• Initiated monthly staff support call with vendor centers 
• Initiated monthly conference call with STS call centers 
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Relay Nevada Statistics 
Telecommunications Relay Service 
The following charts indicate the trends in the annual total number of session minutes and calls, 
average speed of answer and service level, and contacts with customers. The numbers reflect 
the traditional relay services (such as TTY, Voice, Spanish TTY and Voice, VCO, Telebraille, and 
STS) currently provided by Relay Nevada. 

See appendix for a complete statistics report. 

Session Minutes 
Figure 1 indicates the total monthly and session 
minutes processed through Relay Nevada. The total 
of 328,735 minutes includes all aspects of TRS 
services except STS and CapTel. This represents a 
decrease of 28.3% compared to last year. 

Relayed Call Volume 
Figure 2 depicts the total number of completed calls 
processed through Relay Nevada. The calls include 
local, intrastate (both intralata and interlata), inter
state, general assistance, toll-free, directory assis
tance, international, busy ring/no answer, and a few 
others. Relayed call volume totaled 137,788 calls 
during this fiscal year. 

Fig. 3: Call Origination 

HCO 
4. 

Call Origination 

Fig. 1: Session Minutes 

July 31,669 Jan. 30,206 
Aug. 29,082 Feb. 25,544 
Sept. 26,562 March 26,914 
Oct. 27,111 April 27,363 
Nov. 26,964 May 24,100 
Dec. 29,350 June 23,869 

Fig. 2: Relayed Call Volume 

July 12,641 Jan. 13,111 
Aug. 12,183 Feb. 11,188 
Sept. 11,373 March 10,925 

Oct. 11,118 April 10,559 
Nov. 11,781 May 10,126 
Dec. 12,503 June 10,280 

On average, TTY and TurboCode consumers originated 
approximately 58 percent of the Relay Nevada calls. Figure 3 
shows call type by percentage. 



Average Speed of Answer 
and Service Level 
Figure 4 illustrates that Sprint 
has once again exceeded the 
speed of answer requirement 
throughout the year. "Speed of 
answer" identifies the number 
of seconds required to answer 
a call. The daily require-
ment is 85% of all calls being 

Month 

July 

Aug. 

Sept. 

Oct. 

Nov. 

Dec. 

ASA 

1.3 

1.7 
1.8 

1.5 
.9 
.7 
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Fig. 4: ASA and SVL 

SVL Month ASA SVL 

95% Jan. .9 97% 

94% Feb. 1.2 96% 
93% March 1.4 95% 

95% April 1.6 94% 
97% May 1.5 95% 
98% June 1.3 95% 

answered within 10 seconds. The Average Speed of Answer (ASA) for this FY was 1.32 seconds 
and the Service Level (SVL) was that 95.3°/o of calls were answered within 10 seconds. 

FCC Annual Consumer Contact Log 
Relay Nevada Customer Service handled customer contacts such as: 

• Customer database profiles 
• Technical issues 
• Operator performance 
• Informational materials 
• Customer commendations 

Each request from a relay user is given full attention and every effort is made to satisfy the 
customer. Annually, Sprint prepares and submits the Federal Communications Commission 
(FCC) Annual Consumer Contact Log Report to the Office of Disability Services and Communica
tions Access Council administration, which, in turn, submits the report to the FCC. 

See appendix for consumer contact log figures. 

Cap Tel 
The following charts indicate the trends of the annual total number of session minutes. 

Session Minutes 
A breakdown of monthly minutes is shown in Figure 
5. The total for this fiscal year amounted to 
357,794 CapTel session minutes. 

See appendix for Cap Tel statistics. 

July 

Aug. 

Sept. 

Oct. 

Nov. 

Dec. 

Fig. 5: CapTel 
Session Minutes 
27,038 Jan. 

33,833 Feb. 

32,748 March 

29,388 April 

27,777 May 

32,071 June 

29,618 

26,290 
30,541 
30,575 
28,382 

29,534 
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Col/Volume 
A total of 104,847 CapTel calls were generated in 
this fiscal year. A breakdown of monthly call volume 
is indicated in Figure 6. 

Fig. 7: CapTel 
Call Origination 

Call Origination 

July 

Aug. 

Sept. 

Oct. 
Nov. 

Dec. 

Fig. 6: CapTel Call Volume 

9,491 Jan. 8,522 

8,982 Feb. 7,944 
8,979 March 8,768 

9,192 April 8,765 
8,408 May 7,937 

9,676 June 8,183 

Figure 7 indicates that most Relay Nevada CapTel calls were 
initiated by CapTel users. 

FCC Annual Consumer Contact Log 
Sprint prepares and submits the mandatory FCC Annual Consumer Contact Log Report on both 
TRS and CapTel to the Office of Disability Services and Communications Access Council, which, in 
turn, submits the report to the FCC. 



ANNUAL REPORT July 2009-June 2070 

Outreach Education 
Relay Nevada products and services were again promoted via the Relay Nevada website, 
brochures, instructional and marketing flyers, e-mails, and at community events. A newsletter 
offering CapTel tips, announcements, and other helpful CapTel information was also distributed 
to current CapTel consumers. 

Outreach Activities 
Relay Nevada promoted TRS and CapTel products 
and services, along with relay service awareness, 
by providing demonstrations, presentations and 
materials to various groups throughout the state. 

During this fiscal year, outreach education was 
provided by the Office of Disability Services and 
Communications Access Council staff, Relay 
Nevada outreach staff, two subcontractors, and 
the Sprint Relay team. Outreach activities included 
exhibitions and/or presentations at the: 

• AARP conference; over 7,000 attended. 
• Department of Employment, Training, 

and Rehabilitation convention; over 100 
attended. 

• Taste of Technology event; over 100 
attended. 

• Alexander Graham Bell picnic; over 100 attended. 
• Cochlear of America; over 100 attended. 
• Town Hall meeting; over 100 attended. 

See the appendix for a complete listing of outreach activities. 

Brochure 
A four-page Relay Nevada brochure was developed in April 2010 to explain all TRS (including 
CapTel) and Internet-based services. 
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Website 
Relay Nevada's 
website, at www. 
relaynevada.com, 
was revamped 
in February to 
display a modern 
appearance and to 

? '•· I 
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provide greater information on relay products and services. A work in progress, open-captioned 
videos will be added to share more about relay services, and an updated CapTel application 
will be available. Additionally, an overview of the Deaf and Hard of Hearing Advocacy Resource 
Center's equipment distribution program and contact information are provided. 

The website also describes available relay services, a link to the Relay Nevada brochure and 
other useful information. 

Public Service Announcements 
Between February and September 2010, Relay Nevada promoted CapTel and TRS by airing tele
vised and radio public service announcements ("Don't Hang Up") throughout the state. Results 
will be documented in the next fiscal year's annual report. 

CapTel Newsletter 
A newsletter offering CapTel tips, announcements, and other helpful CapTel information was also 
distributed to subscribers. 
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Sprint Relay Enhancements 
CapTel Enhancements 
Website 
A new CapTel website was created in April 2010 that is dedicated to all 
of Sprint's national captioned telephone services. The website, found 
at www.sprintSOO.com, also showcases the latest Sprint has to offer, 
including Sprint CapTel 800i and WebCapTel, with continuous updates. 

Sprint . 
CapTer 

WebCapTe/® 

CapTe/Logo 
In early spring 2010, to differentiate from 
"Sprint" and "Sprint Relay," a stand-alone CapTel 
logo was created to help consumers receive 
information about CapTel quicker. 

Sprint expanded its Internet service offerings for CapTel® during 
2009, providing: 

• CapTel 800i, a brand-new CapTel phone that utilizes the 
Internet to deliver captions. 

• WebCapTel on the Go for iPhone, Windows Mobile 6.0 devices 
and BlackBerry Smartphones with OS 4.6 or higher. 

• WebCapTel 2.0, a redesign of the Sprint WebCapTel website. 

Video Relay Services VRS Software 

-· -

l::::.::::l:.~~~ I 
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Sprint Relay's 
CapTel website 
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CapTe/BOOi 

The Federal Communications Commission 
{FCC) authorizes video relay services 
{VRS). Relay providers are reimbursed 
by the Interstate TRS Fund for intrastate 
and interstate minutes generated, which 
is administered by the National Exchange 
Carriers Association {NECA). 

As of March 2010, Sprint Relay customers 
can download Sprint Video 4G software at no 
charge. 

The State of Nevada currently does not 
pay for VRS. 

FCC Updates 
Sprint continues to maintain open communication with FCC and NECA, and awaits an official 
announcement on potential billing changes. 
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FCC's Ten-Digit Numbering Mandate 
The FCC determined that, beginning December 31, 2008, persons with hearing and speech 
disabilities using Internet-based TRS such as VRS or IP Relay must be able to obtain 10-digit 
telephone numbers. The FCC adopted this requirement in conjunction with 911 call-handling 
requirements for VRS and IP relay providers. 

On December 8, 2008, Sprint implemented 10-digit numbering for VRS. The FCC extended 
the registration period for consumers to November 12, 2009. There is a registration website 
available to VRS users who wish to establish their user profiles and obtain 10-digit numbers 
through Sprint. Per the FCC mandate, unregistered VRS users may still place emergency calls 
using any VRS provider. 

Video Mail 
There are three different ways for relay users to access video mail messages. 

1. E-mail attachments (WMV and 3GP) 
2. Web-based customer profile 

a. Access to video mail via My Mail 
b. Default or customized text message for video interpreters 

3. Sprint Video 4G software 
a. Customized video greeting message 
b. Individual PIN to access mailbox 
c. Access to video mail messages via mailbox 

IP Relay IPRe/ay 
During this fiscal year, Sprint added the 
following services and features: 

• Sprint IP using Google Talk. 
• Address book and speed dialing for Sprint 

IP using AIM and Sprint IP using Google 
Talk. 

The FCC authorizes Internet Protocol (IP) 
relay. Relay providers are reimbursed by 
the Interstate TRS Fund for intrastate and 
interstate minutes generated, which is 
administered by the NECA. 

• Website for users to register for 
service and local phone numbers for 
each product; this website is at www. 
mysprintrelay.com. 

The State of Nevada currently does not 
pay for IP Relay services. 

• Voice-to-Sprint IP Relay customers via 10-digit local phone numbers. 
• Voice-to-AOL AIM Relay customers via 10-digit local phone numbers. 
• Voice-to-Google Talk Relay customers via 10-digit local phone numbers. 
• E911 service for Sprint IP, Sprint IP via AIM and Sprint IP via 

Google Talk. 
• Identity and address verification process for Sprint-registered 

users. 
• Systems that allow users who have registered with any relay 

provider to make non-emergency IP and IM relay calls. 

Sprint also has complied with all applicable FCC requirements, as clearly 
stated on its website (at right). 

., .• 
Sprint Relay's 

IP Relay website 
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Wireless Devices and 4G Network 
Wireless Devices 
The BlackBerry product line is just one of several that Sprint Relay offers with a data-only plan 
for $29.99 a month for deaf or hard of hearing people. The HTC EVO 4G has a low monthly price 
plan of $39.99 for deaf or hard of hearing customers. 

4GNetwork 

BlackBerry 
Curve 8530 

Dell® Mini 1012 Netbook 
with U301 3G/4G Modem 

HTC EVO 
4G Android 

Sprint is proud to be the first (and to date, only) carrier to provide 4G capabilities in various 
cities; Baltimore was the first city to enact a 4G network. The new U300 modem provides on
the-go Internet access and faster VRS, e-mail and web browsing, with wireless-like connectivity 
on the Sprint 4G network. With nationwide coverage through the 3G Sprint Mobile Broadband 
Network when outside the Sprint 4G network areas, customers can access greater Internet 
speed on trains, in autos, and at airports. For more information and areas of 4G coverage, 
visit www.sprintrelaystore.com/4g.htm. 

Other Products and Services 
To learn about the multitude of Sprint Relay products and services, visit www.sprintrelay.com. 
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Sprint Relay Team 
Sprint Public Sector- Federal and State Government 

William P. White 
Vice President -

Federal Programs 

Mike Ellis 
National TRS Director 

Marketing and Product Development 
Damara Paris 

Branch Manager 

. David Strom 
CapTel Manager 

Relay Program Management 
John Moore 

Branch Manager 

Angie Officer 
Senior RPM 

Corporate Sales 
Maggie Schoolar 
Branch Manager 

Dottie Cartrite 
Corporate Sales Manager 

Wireless Sales 
Karl Ewan 

Account Executive 

Customer Service 
Brian Adamson 

Supervisor 



ANNUAL REPORT July 2009-June 2010 

Appendices 



• I 

TRS Statistics 

2092 12706 1635 537 440 8146 777 5363 550 650 344.33 28.69 

20,07183 20,654.55 201545 65 21,471.24 22,80311 19,213.$7 21,034.31 20,()63.81 18,217.89 19,104A4 248,762.86 20,730.24 
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CapTel Statistics 

Minutes of 27,037.78 33,832.66 32,748.45 29,388.11 27,777.19 32,070.99 29,617.62 26,290.40 30,540.79 30,574.50 28,381.58 29,534.42 
Service 

SpaniSh Billable 
000 000 0 00 0.00 000 0 00 000 0 00 0 00 0 00 000 000 

Mmutes 

Average Per Mm 
133 85 163 44 16457 14621 142 45 16715 15218 13930 99 22 156 77 14334 157 94 

Per User 

Average Per Mm 
Per User b1lled 000 0 00 0 00 000 000 000 000 0.00 000 0.00 0.00 000 
to State 

Number of 
Cap Tel phones 591 591 592 598 614 620 641 647 648 647 651 653 
d1stnbuted 

Number of 
Cap Tel phones 533 541 546 556 559 565 575 580 593 598 600 602 
activated 

Number of 
Cap Tel phones 

58 so 46 42 55 55 66 67 55 49 51 51 
1n box/not 
activated 

Number of Us-
202 207 199 201 195 187 190 184 199 190 198 187 

ers/ Part1c1pants 

Ut1hzat1on rate 
(o/o of users/un1t 3790% 3826% 3645% 3615% 3488% 3310% 33 04% 31 72% 3356% 3177% 3300% 3106% 
act1vat1on) 



Outreach Activities 

2 Coucilwoman Tarkanian Las Vegas 

9 Perry, Spann & Westbrook Las Vegas 

19-24 Cam Shine 

2 1 Cap Tel Workshop Las Vegas 

August 

51's Baseball Game Las Vegas 

8 Nellis AFB 

14-19 Communication Art Cam 

15 Audilogy Businesses Las Vegas 

16 AGB Holiday Party Las Vegas 

16 

NV 
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B 

B 

B 

B 

B 

B 

B 

B 

B,T 

Staff 

HL Attorney/ 
Staff 

Oral/Hearing 
Loss 

Oral/Hearing 
Loss 

Loss 

DHH 

Hearing 
Professionals 

Oral/Hearing 
Loss 

All 

All 

2 P,D 

3 P,D 

N/A p 

16 P,D 

120 Networking 

N/A 

Networking 

50 Networking 

p 

N/A 

N/A 
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9 AGB Spring Picnic Las Vegas B 
Oral/Hearing 

100 p 
Loss 

12 Cochlear of America Las Vegas B 
Oral/Hearing 

100 p 
Loss 

19 Transition Day, CCSD Las Vegas B 
Oral/Hearing 

30 p 
Loss 



RELAY 

NEVADA 
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